
A NiSource Company 

PO. Box 14241 
2001 Mercer Road 
Lexington, KY 40512-4241 

February 15,2006 

Ms. Beth O'Donnell 
Executive Director 
Kentucky Public Service Commission 
21 1 Sower Boulevard 
P. 0 .  Box 615 
Frankfort, KY 40602 

Re: Case No. 2000-129 

Dear Ms. O'Donnell: 

As part of the Order issued by the Commission in the above referenced case, Columbia 
Gas of Kentucky was required to file certain information on August 15, 2000 and 
quarterly or semi-annually thereafter. Please find the information attached hereto. 

Sincerely, 

~irkctor, Re&latory Policy 

cc: Anita Mitchell 



BEFORE THE PUBLIC SERVICE COMMISSION 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED JUNE 30,2000 

From the Order at Page B-6, Item 1: 

On a quarterly basis, Columbia Energy Group should file a report detailing the 
proportionate share Columbia of Kentucky (CKY) has in Columbia Energy Group's 
(CEG) total operating revenues, operating and maintenance expense, and number of 
employees. 

Response: 

See Attached 



Columbia Energy Group and Columbia of Kentucky 
Proportionate Shares 
For the Quarter Ended December 31,2005 

Columbia of Kentucky Columbia Energy Conselidated NiSource Inc. 

Gmss Revenue 9 171.209 2.17% S 3.719.384 47% $ 7,893,289 IW% 

Operating & 
Maintenance 
Expenses s 28,388 2.14% S 753,953 57% S 1,328.282 300% 

Employees 143 1.83% 3.455 44% 7.822 100% 



BEFORE THE PUBLIC SERVICE COMMISSION 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED JUNE 30,2000 

From the Order at Page B-6, Quarterly Item 2: 

A report listing the number of employees of Columbia Energy and each subsidiary on the 
basis of payroll assignment. 

Response: 

See attached. 



Columbia Gas of Kentucky Inc 

Columbia Gas of Ohio Inc 

Columbia Gas of Maryland Inc 

Columbia Gas of Pennsylvania Inc 

Columbia Gas of Virginia Inc 

Columbia Gulf Transmission Co 

Columbia Gas Transmission Corp 

CNS Microwave Inc 

I GRAND TOTAL 



BEFORE THE PUBLIC SERVICE COMMISSION 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED DECEMBER 31,2000 

From the Order at Page B-6: 

Twelve-month income statements and balance sheets. CKY will separately report 
Kentucky jurisdictional operations and other jurisdictional operations. 

Response: 

a. CEG Consolidated Income Statement, twelve-month ended December 3 1,2005 

See attached 

b. CEG Consolidated Balance Sheet, as of December 31,2005 

See attached 

c. CKY Income Statement, twelve-month ended December 31,2005 

See attached 

D. CKY Balance Sheet, as of December 3 1,2005 

See attached 



ColUmbia Energy Group and Subsidiaries 
Rolling 12-Month Income Statement 
For Peliod Ended December 31,2005 

409999000 Tot01 Gos Distribution Soles Revenues 
439999000 Total Electric Revenue 
419999000 Total Gas Transportation Revenue 
429999000 Total Gas Storage Revenue 
459999000 Merchant Operations 
449999000 Totol Exploi 61 Production Revenue 
489999000 Total Other Revenue 

499999000 Grass Revenues 

500999000 Totol Gos Purchased for Resole 
501999000 Fuel for Electric Generation 
502999000 Total Purchased Power 

504999000 Gas Stovoge Totol 
503999000 Totol Gos Marketing Costs 
579999000 Total Other COS 
580000000 FA5 133 GainlLoss 
589999000 Totoi Cast of Soles 

599999000 Total Net  Revenues 

689999000 Totol Operation 6 Maintenonce 
690999000 Depreciation. Depletion, 61 Amortization 
693999000 Totol Loss on Asset Impairment 
691999000 Total Goin on Sole of Assets/Property 
692999000 Other Taxes 
698999000 Totol Operating Expenses 

699999000 Operating Income 

700999000 Interest Expense. Net  
701999000 Minority Interest 
702999000 Dividend Req's Pref. Stock 
703999000 Other. Net  
704000000 Gain (Loss) Eorly Ext L t  Debt 
709999000 Tatol Other Income (Deductions) 

719999000 Income from Cant Operations before Taxes 

728999000 Income Taxes 
729999000 Income from Continuing Operations 

730799000 Inc (Lase) from Discon Oper - Net  of Tax 
730499000 Gain/Loss - Disp d Disc Op. - N e t  Tox 
731999000 Change in Accounting - Net  of Taxes 
Net  Income Before Subsidiories 

732999000 Totol Eornings d Subsidiaries 
739999000 Net Iww 

Calumbio Energy 
Group and 

740000000 Dividend Req'd on Pref Stock 
759999000 Balance Avoil for Common Shares 



Columbia Energy Group and Subsidiaries 
Balance Sheet 

ended December 31,2005 

ASSETS 

Property, Plant and Equipment 

Gross Util ity Plant 

Accumulated Depreciation - Util ity Plant 

Net  Util ity Plant 

Other property, a t  cost less accumulated depreciation 

Net Property, Plant and Equipment 

Investments and Other Assets 

Investments at equity 

Assets Held for Sale 

Other Investments 

Total Investments 

Current Assets 

Cash(Cashflow & Nipsco 10Q Total) 

Restricted Cash 

Customer accounts receivable 

Unbilled Revenue 

Other receivables 

Gas inventory 

Underrecovered gas and fuel costs 

Materials and supplies, a t  average cost 

Price risk management asset 

Exchange gas receivable 

Current regulatory assets 

Prepayments and other assets 

Total current assets 

Other Assets 

Price risk management asset - nc 

Noncurrent regulatory assets 

Intangible assets, less accum amort 

Deferred charges 

Total Other Assets 

Total Assets 

December 2005 

8,610,871 



Columbia Energy Group and Subsidiaries 
Balance Sheet 

ended December 31,2005 

CAPITALIZATION and LIABILITIES 

Capitalization 

Common stock 

Additional paid-in capital 

Retained earnings 

NokABO SFAS 133 
OCI-ABO Deficit 

Common stock equity 

Preferred Stocks - 
Long-term debt 

Total capitalization 

Current Liabilities 

Obligations due in one year 

Accounts payable 

Customer deposits 

Taxes accrued 

Interest accrued 

Overrecovered gas & fuel costs 

Price risk management liabilities 

Exchange gas payable 

Deferred revenue 

Def inc taxes-current 

Current regulatory liabilities 

Accrued liability for postretirement and postemployment benefits-currenl 

Other Accruals 

Total current liabilities 

Other Liabilities and Deferred Credits 

Deferred income taxes 

Deferred investment tax credits 

Customer advances 

Deferred credits 

Accrued liability for  postretirement and postemployment benefits-noncurrent 

Noncurrent regulatory liabilities 

Deferred revenue 

Asset Retirement Obligations 

Other noncurrent liabilities 

Total other liabilities and deferred credits 

December ZOO5 

Total capitalization & liabilities 



CoIumbla Gas of Kentucky, 1°C. 
Rolling 12-nonth Income statement 
For Pcrtod Ended December 31, 2005 

409999000 Total Gos Distribution Sales Revenues 
439999000 Total Electric Revenue 
419999000 Total Gas Transportation Revenue 
429999000 Total Gas Storage Revenue 
459999000 Merchant Operations 
449999000 Total Explor 6. Production Revenue 
489999000 Totol Other Revenue 
499999000 Gross Revenues 

500999000 Totol Gas Purchased for Resale 
501999000 Fuel for Electric Generation 
502999000 Totol Purchased Power 
504999000 Gas Storage Totol 
503999000 Total Gos Marketing Costs 
579999000 Total Other COS 
580000000 FA5 133 Gain/Loss 
589999000 Total Cost of Sales 

599999000 Total Net Revenues 

689999000 Total Operotion & Maintenance 
690999000 Depreciation. Depletion, & Amortirntion 
693999000 Total Loss on Asset Impairment 
691999000 Total Gain on Sole of Assets/Property 
692999000 Other Taxes 
698999000 Totol Operating Expenses 

699999000 Operating Income 

700999000 Interest Expense, Net 
701999000 Minority Interest 
702999000 Dividend Req's Pref. Stack 

703999000 Other, Net 
704000000 Goin (Loss) Early Ext  i t  Debt 
709999000 Total Other Income (Deductions) 

719999000 Income fram Cont Operations before Taxes 

728999000 Income Taxes 
729999000 Income fram Continuing Operations 

730799000 Inc (Loss) from Discon Oper - Net o f  Tax 
730499000 Gain/Loss - Disp o f  Disc Op. - Net Tax 
731999000 Change in Accounting - Net of Taxes 
Net Income Before Subsidiaries 

732999000 Totol Earnings o f  Subsidiaries 
7399990W Net Income 

740000000 Dividend Req'd on Pref Stock 
759999000 Balance Avail for Common Shares 



ASSETS 
Property, Plant and Equipment 

Gross Utility Plant 
Accumulated Depreciation - Utility Plant 
Net Utility Plant 

Net Property, Plant and Equipment 

Investments and Other Assets 

Current Assets 
Cash(Coshflow & Nipsco 10Q Total) 
Restricted Cash 
Customer accounts receivable 
Unbilled Revenue 
Other receivables 
Gas inventory 
Underrecovered gas and fuel costs 
Materials and supplies, at average cosl 
Price risk management asset 
Exchange gas receivable 
Current regulatory assets 
Prepayments and other assets 

Total current assets 

Other Assets 
Noncurrent regulatory assets 
Intangible assets, less accutn amort 
Deferred charges 

Columbia Of Kentucky Consolidated 
Balance Sheet 

ended December 31,2005 

December ZOO5 

Total Other Assets 7,208 
Total Assets 295.092 



Columbia Of Kentucky Consolidated 
Balance Sheet 

ended December 31,2005 

CAPITALIZATION and LIABILITIES 
Capitalization 

Common stock 
Additional paid-in capitol 
Retained earnings 
Common stock equity 
Preferred Stocks - 
Long-term debt 

Totol capitalization 

Current Liabilities 
Obligations due in one year 
Accounts payable 
Customer deposits 
Taxes accrued 
Interest accrued 
Exchange gas payable 
Def inc taxes-current 
Current regulatory liabilities 
Accrued liability for Postretirement and postemployment benefits-current 
Other Accruals 

Totol current liabilities 

Other Liabilities and Deferred Credits 
Deferred income taxes 
Deferred investment tox credits 
Customer advonces 
Accrued liability for postretirement and postemployment benefits-noncurrent 
Noncurrent regulatory liabilities 
Asset Retirement Obligations 
Other noncurrent liabilities 

Total other liabilities and deferred credits 

December 2005 

Total capitalization & liabilities 



BEFORE THE PUBLIC SERVICE COMMISSION 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED JUNE 30,2000 

From the Order at Page 25, Item 11: 

The Applicants should file semi-annually a report detailing the adoption and 
implementation of best practices at Columbia of Kentucky. The report should be filed 45 
days after the close of the reporting period. 

Response: 

Columbia's parent, NiSource, Inc., announced on June 21,2005 that it ha4 entered into a 
definitive agreement for IBM to provide a broad range of business transformation and 
outsourcing services to NiSource and its operating subsidiaries. IBM service delivery 
began on July 1,2005. The 10-year agreement is estimated to cost $1.6 billion in service 
fees to IBM and deliver gross savings upwards of $530 million in operating and capital 
costs across the NiSource companies. This cost savings is dependent upon many factors, 
and unanticipated changes in operations may cause actual cost savings to be substantially 
less than expected. Many functions are being transitioned to IBM and many new 
personnel are assuming responsibilities across these functions, increasing the risk of 
operational delays, potential errors and control failures which may have an impact on 
NiSource and its financial condition. Additionally, new information technology systems 
and process changes are also being put into place increasing the risk of operational 
delays, potential errors and control failures which may have an impact on NiSource and 
its financial condition. Columbia is working to mitigate the above risk and maintain 
consistent operating performance. 



BEFORE THE PUBLIC-SERVICE COMMISSION OF KENTUCKY 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED JUNE 30,2000 

From the Order at pages 13 and 25 (#I 5): 

NiSource should file a schedule of its actual acquisition costs to date, at the level 
of detail shown in response to Item 18(a) of the Commission's May 10, 2000 
Order. NiSource should specifically identify any costs allocated to Columbia 
Energy. 

Response: 

No additional costs have been incurred since the last report. 



BEFORE THE PUBLIC-SERVICE COMMISSION OF KENTUCKY 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED JUNE 30,2000 

From the Order at pages 13 and 25: 

Columbia Energy should file a schedule of its actual acquisition costs to date, including 
any costs allocated to it by NiSource, at the level of detail shown in response to Item 5(a) 
of the Commission's May 22,2000 Order. Columbia Energy should identify any costs 
allocated to a subsidiary or affiliate, provide the name of the subsidiary or affiliate and 
the accounting entries made on its books, and identify the basis for the allocation. 

Response: 

No additional costs have been incurred since the last report. 



BEFORE THE PUBLIC SERVICE COMMISSION 
CASE NO. 2000-129 

INFORMATION REQUESTED BY THE PUBLIC SERVICE COMMISSION 
IN ORDER DATED JUNE 30,2000 

From the Order at Page 22: 

Columbia of Kentucky should file its most recent SMRI reports with the Commission on 
a semi-annual basis. 

Response: 

The Fourth Quarter 2005 report is attached. 



I Customer Service Tracking Study Report 4th Quarter 2005 I 
-- Columbia Gas of Kentucky -- 

Primary Measures of Service Quality 
(Percent Rating "6" of Higher on Ten-Point Scale) 

Overall impression of Operating Overall Service Experience Overall Service Experience 
Company MeetsIExceeds Customer Expectations 

DCurrent Qtr. IBPrevious Qtr. q 12Manth Average OPrevious 12-Month Average 

Key Drivers of Satisfaction with Overall Service Experience 

Columbia Gas of Kentucky Change 
12-Month 12-Month 

Current Qtr. Average Previous Qtr. Average 

Phone rep taking care of request 83% 88%* -lo%* -5% 
quickly and efficiently 

Overall service experience meeting 87% 88% 6%* -1% 
or exceeding customer expectations 

Overail ease of contacting company 89% 84%* 9%* 5% 
to discuss situation 

Phone rep having necessary 85% 87% -2% -2% 
authority to make decisions 

Amount of time it took to complete 98% 87% 31% 11% 
transaction on IVRU 

Overall performance of sales rep1 95% 97% -2% -2% 
field service rep or work crew 
Percentage of customers Rating '"6" or Higher on Ten-Point Scale (unless otherwise noted) 

* Indicates a statistically significant difference from current quarter at 95% confidence level. 



Overall Satisfaction with Telephone Service 
(Percent Rating "6" or Higher on Ten-Point Scale) 

d' H 12-Month Average 

Overall Satisfactiorr with Automated Phone Rep's Overall Performance 
Phone System 

Automated Telephone SystemIAccess to Reps 

Change from 
Current Previous 

Qtr. Quarter 

Variety of services and information offered 89% 15%" 
Ease of understanding menu options and 90% 10%' 
directions 
Amount of time took to get to desired 87% 10%' 
menu option 
Time to complete automated transaction 98% 3 1% 

Overall ease of contacting company 89% 

Amount of time spent waiting 74% -7%' 1 
A 

Percent rating "6" or highw on ten-point scale 

Telephone Rep Service 
Change 

from 
Current Previous 

Qtr. Quarter 

Being courteous and professional 88% -5%* 
Treating you as respected customer 87% -6%' 

Showing interest and concern 83% -7% 

Displaying ski11 and knowledge 92% -3% 
Adequately answering questions 88% -6%' 
Understanding purpose of call 84% -11%' 
Having authority to make decisions 85% -2% 
Handling request quicklylefficiently 83% -10%' 

Percentage of Cases Percent Rating Phone Service 
Resolved with One Call as BetterISame as Peer Utilities 

12-Month Average 12-Month Average 

* Indicates a statistically significant difference from current quarter at 95% confidence level. 2 



Smfaction with Service Visit 

Work Crew's Overall Performance (% 6 or Requests Satisfied in Pirst Visit 
Higher) 

Scheduling Service Visit 

I Chenee from I - 
Current Previous 

Qtr. Quarter 
Scheduling to meet customer needs 94% 1% 

Telling you when work would take place 94% -2% 

Work crew arriving on time 96% -1% 

I I 
Percent rating "6" ar higher on ten-point scale 

Work Crew Performance 
Chango 

from 
Current Previous 

Qtr. Quarter 
Being pleasant and courteous 99% 1 % 
Displaying skill and knowledge 98% 1 % 
Taking time to explain work 98% 1% 
Adequately answering questions 97% 0% 
Being informed about your request 97% 2% 
Performing work quickly and 99% 2% 
efficiently 

* Indicates a statistically significant difference from current quarter at 95% confidence level. 

- 

. 
Field Service Repmork Crew 

Displaying Skill and 
Knowledge 

Current Otr. 12-Month Average 

98% 99% 

Percent Rating Service Visit as 
BetterISarne as Peer Utilities 

Current OW. 12-Month Averape 

N/A N/ A 



COLUMBIA GAS OF KENTUCKY, INC. 

Customer Service Center - CKY Calls 
2005 



Customer Service Tracking Study Report 4th Quarter 2005 

Primary Measures of Service Quality 
(Percent Rating "6" of Higher on Ten-Point Scale) 

100% Goal 96% 
80% 

60% 
40% 

20% 

0% 
Overall Service Experienee Work Crew's Overall Performance 

IOCurrent Qtr. BPrevious Qtr. 012-Month Average OPrevious 12-Month Average I 
Key Drivers of Satisfaction with Service PersoniWork Crew 

Ashland Operating Center Change 
Current 12-Month Previous 12-Month 
Quarter Average Quarter Average 

Performing work quickly and efficiently 100% 98%" 0% 2% 

Adequately answering all questions 95% 98% -5% -4% 

Displaying skill and knowledge in job 100% 99% 0% 1% 

Being pleasant and courteous 100% 99% 2% 1% 

Being informed about specific request 100% 98%" 5% 2% 
Percentage of Customers Rating "6" or Higher on Ten-Point Scale (unless otherwise noted) 

* Indicates a statistically significant difference from current quarter at 90% confidence level. 

Overall Service Experience ;a MeetinglExceeding Customer 
Expectations 

Current Otr. 12-Month Average 

98% 95% 

Arriving On Time 
(Percent Rating "6" or Higher) 

12-Month Average 

,,\ 97% 97% 

Leaving Work Area 
Neat and Safe 

current Otr, 12-Month Average 

100% 98%" 

Percent Rating Field Service as Better than 
or Same as Peer Utilities 

Current Otr. 12-Month Average 

N/ A N/A 



Customer Service Tracking Study Report 4th Quarter 2005 

1 -- East Point Operating Center -- 
Primary Measures of Service Quality 

(Percent Rating "6" of Higher on Ten-Point Scale) 

100% Goal 98% 

80% 
60% 
40% 
20% 
0% 

Overall Service Experience Work Crew's Overall Performance 

Current Qtr. 19Previons Qtr. 12-Month Average OPrevious 12-Month Average 

Key Drivers of Satisfaction with Service Person/Work Crew 
East Point Operating Center Chango 
Current 12-Munth Previous 12-Montli 
Quarter Average Quarter Average 

Performing work quickly and efficiently 94% 98% -6% -4% 

Adequately answering all questions 91% 97% -9%* -6% 

Displaying skill and knowledge in job 97% 98% -3% -1% 

Being pleasant and courteous 100% 100% 0% 0% 

Being informed about specific request 94% 98% -6% -4% 
Percentlge of Customers Rating "6" or Higher on Ten-Point Scaic (unless otherwise noted) 

* Indicates a statistically significant difference kom current quarter at 90% confidence level. 

Overall Service Experieilce 
;&? MeetingiExceeding Customer 

Expectations 

Current Otr. 12-Month Average 

92% 88% 

Arriving On Time 
(Percent Rating "6" or Higher) 

12-Month A v e r a ~  

97% 98% 

Leaving Work Area 
Neat and Safe 

12-Month Average 

97% 96% 

Percent Rating Field Service as Better than 
or Same as Peer Utilities 

Current Otr. 12-Month Average 

N/A N/A 



I Customer Service Tracking Study Report 4th Quarter 2005 I 
-- Frankfort Operating Center -- 
Primary Measures of Service Quality 

(Percent Rating "6" of Higher on Ten-Point Scale) 

100% Coal 93% 
80% 
60% 
40% 
20% 

0% 
Overall Service Experience Work Crew's Overall Performance 

OC'urrenr Qlr. BPre\iousQlr. q 12-Vonlh Atcragr DPre,ious 12-.\lonth Average 

Key Drivers of Satisfaction with Service Person/Work Crew 
Frankfort Operating Center Change 
Current 12-Month Previous 12-Month 
Quarter Average Quarter Average 

Performing work quickly and efficiently 100% 99% 0% 1% 

Adequately answering all questions 98% 97% 2% 1% 

Displaying skill and knowledge in job 98% 97% 2% 1% 

Being pleasant and courteous 100% 98% 4% 2% 

Being informed about specific request 100% 98% 4% 2% 
Percentage of Customers Rating "6" or Higher on Ten-Point Scale (unless otherwise noted) 

* Indicates a statistically significant difference from cnrrent quarter at 90% confidence level. 

Overall Service Experience 
;&: MeetingIExceeding Customer 

Expectations 

Current Otr. 12Month Average 

94% 94% 

Arriving On Time 
(Percent Rating "6" or Higher) 

12-Month Average 

98% 99% 

Leaving Work Area 
Neat and Safe 

Current Otr. 12-Month Averaee 

94% 98% 

Percent Rating Field Service as Better than 
or Same as Peer Utilities 

Current Otr. 12-Month Averaee 

N/A N/ A 



Customer Service Tracking Study Report 4th Quarter 2005 

-- Lexington Operating Center -- 
Primary Measures of Service Quality 

(Percent Rating "6" of Higher on Ten-Point Scale) 

Overall Service Experience Work Crew's Overall Performance 

I ~ ~ u r r e n t  Qtr. IIPrevious Qtr. q 12-Month Average CIPrevious 12-Month Average 1 

Goal 92% 

Key Drivers of Satisjaction with Service PersonMork Crew 
Lexington Operating Center Change 
Current 12-Month Previous 12-Month 
Quarter Average Quarter Average 

Performing work quickly and efficiently 99% 97%* 4% 2% 

Adequately answering all questions 97% 98% 1% -1 % 

Displaying skill and knowledge in job 

Being pleasant and courteous 

Being informed about specific request 96% 97% 1% -1 % 

Percentage of Customers Rating "6" or Higher on Ten-Point Scale (unless athenvise noted) 

* Indicates a statistically significant difference from current quarter at 90% conftdence level. 

Overall Service Experience 
;A&- Meetingmxceeding Customer 

Expectations 

Current Otr. 12-Month Average 

90% 93% 

Arriving On Time 
(Percent Rating "6" or Higher) 

Current Otr. 12MonUo Averaee 

95% 97% 

Leaving Work Area 
Neat and Safe 

12-Month Average 

97% 

Percent Rating Field Service as Better than 
or Same as Peer Utilities 

Current Otr. 12-Month Average 

N/A N/ A 



I Customer Service Tracking Study Report 4th Quarter 2005 

-- Maysville Operating Center -- 
Primary Measures of Service Quality 

(Percent Rating "6" of Higher on Ten-Point Scale) 

Goal 97% 

Overall Service Experience Work Crew's Overall Performance 

iL1C'urrent Qtr. Prcviuu\ Qrr  12-\lonth Average I'reviour 12-hlontl~ Average 

Key Drivers of Satisfaction with Service Person/Work Crew 
Maysville Operating Center Change 
Current 12-Month Previous 12-Month 
Quarter Average Quarter Average 

Performing work quickly and efficiently 100% 100% 0% 0% 
Adequately answering all questions 

Displaying skill and knowledge in job 

/ Being pleasant and courteous 100% 100% 0% 0% I 
Being informed about specific request 100% 100% 0% 0% 
Percentage of Customen Rating "6" or Higher 011 Ten-Point Scale (unless otherwise noted) 

* Indicates a statistically significant difference from current quarter at 90% confidence level. 

Overall Service Experience 
MeetingiExceeding Customer 

Expectations 

Current Otr. 12-Month Averaee 

92% 87% 

Arriving On Time 
(Percent Rating "6" or  Higher) 

Current Otr. 12-Month Averaee 

100% 100% 

Leaving Work  Area 
Neat and Safe 

\@ 
&;:; ~ u r r e n t  0tr. 12-Month Average 
Tp " ,, y- 

100% 100% 

Percent Rating Field Service as Better than 
o r  Same as Peer Utilities 

Current Otr. 12-Month Average 

N/ A N/A 



Customer Service Tracking Study Report 4th Quarter 2005 

-- Winchester Operating Center -- 
Primary Measures of Service Quality 

(Percent Rating "6" of Higher on Ten-Point Scale) 

Overall Service Experience Work Crew's Overall Performance 

Incurrent Qtr  previous Qtr. 012-Month Average OPrevious 12-Month Average I 

Key Drivers of Satisfaction with Service PersonbVork Crew 
Winchester Operating Center Change 

Current 12-Month Previous 12-Month 
Quarter Average Quarter Average 

Performing work quickly and efficiently 98% 99% 3% 0% 

Adequately answering all questions 

Displaying skill and knowledge in job 

1 Being pleasant and courteous 100% 100% 0% 0% 

Being informed about specific request 100% 99% 5% 1% 

Percentage of Customers Rating "6" or IJigher on Ten-Point Scale (unless otherwise noted) 

* Indicates a statistically significant difference from current quarter at 90% confidence level. 

Overall Service Experience Leaving Work Area 
;A&* MeetinglExceeding Customer Neat and Safe 

Expectations 

Current Otr. 12-Month Average 

94% 97% 97% 98% 

Arriving On Time 
(Percent Rating "6" or Higher) 

12-Month Average 

94% 96% 

Percent Rating Field Service as Better than 
or Same as Peer Utilities 

Current Otr. 12-Month Average 

NIA NIA 


